Parchment’s Member Support Has Changed!

With the upcoming release of Parchment Exchange comes a completely new support experience. Our Member
Support Portal is a one-stop comprehensive solution for all of your support needs.
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NOTICE OF DOWNTIME: Parchment will be upgrading its systems and services to support the
roll out of the latest release of our software next Saturday, May 4th. Beginning at 8am PDT / 11am
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Troubleshooting EDT, all services will be off-line for an estimated 9 hours. During this time, users who attempt to
+!High School Administrators access the sites will see a message indicating that the site is currently down for planned
+} College/University maintenance. The new services -- Parchment Send and Parchment Receive -- will be installed and
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What’s New with Member Support?

* One-stop shop Member Support Portal

* Comprehensive product knowledge base with administrator how-to topics, technical troubleshooting, new
release guides, videos, and more!

* Subscribe to knowledge base articles to receive notifications about updated content; submit feedback about
individual articles to help us make them better

* Stay up to date on the latest releases and functionality

*  Multi-channel support channels, including robust ticket submission with back-end intelligent routing for quick
resolution

To Access the Member Support Portal:

1. Signin to your Parchment Account at http://exchange.parchment.com
2. Click Support at the top of your screen
3. This will pass you through to the new Member Support Portal
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Multi-Channel Support Options
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Once you land on the Support Portal, choose from any of the following channels for support:

Self-Help Knowledge Base
From the Member Support Home page you can access the Knowledge Base multiple ways:
* Type your keyword(s) in the big search bar
* Click through the left-hand navigation menu to find the folder and knowledge base articles that are relevant to
your inquiry
* Click the Knowledge Base icon to see a condensed view of the main knowledge base folders and a few of the
articles that reside within them

Subscribe to an Article
Subscribing to an article will enable you to receive email notifications when an article has been updated.

To Subscribe to an Article:

1. Open any knowledge article

2. Click the Subscribe link to the left of the article

lopicfJ0023-7 3. Your first name and email address will become visible with a Subscribe
D Creafch IR0 button beneath; click Subscribe to complete the process
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Contact Us Via Phone:

* Click the “Contact Us” icon on the Member Support Home page
* Dedicated phone support for institutional administrators
NOTE: this line is not staffed for student inquiries
*  Qur administrator support team is available from 9AM — 6PM EST

Submit A Ticket:
1. Click the Submit A Ticket icon on the Member Support Home page
2. Select from the drop down fields the options that match your request
3. Include a Summary of Details in the provided text box
4. Click Submit — a ticket will be created for you with an email notification to keep you updated until it’s resolved

Manage Your Tickets:

1. Select My Support (in the main header above the Member Support search bar)
2. View the status
a. If the ticket is open, click on the ticket number to add more information or close the ticket
b. If the ticket is Solution Suggested, click on the ticket number to approve or decline the suggested solution

My Tickets
Know your Ticket Number? Enter it here: 30029-

Remember this view:
O

[ Advanced Search ][ Submit a Ticket |

30029-1664 1/9/2013 2:06 PM MST salesforce test Solution Suggested
30029-1586 1/9/2013 8:32 AM MST blah blah test Solution Suggested
30029-1580 1/9/2013 8:20 AM MST need help with stuff Reopened

30029-1053 1/2/2013 7:26 PM MST need help doing stuff Solution Suggested

NOTE: While you can always use the Support Portal to access your ticket history, also know that anytime our
team makes and update to your support ticket, you will be notified via an email. You can always respond to that
email to keep in touch.

Don’t Forget:

1. 100% of Parchment Support is managed in house. However, we are not currently staffed to provide phone
support to students due to the size of our team. Therefore, we ask that only Administrators utilize the dedicated
phone line to reach our support team. Our hours of availability are 9AM-6PM EST.

2. The best way to access the support site is to first login to Parchment and then click the “Support” link at the top
of the page. This lets us know who you are when you’re on the site, thereby allowing us to cater content and
features just for you.
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